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Abstract – 
This paper examines the importance of customer centric culture as a strategic approach to doing 
business in the 21st century hypercompetitive marketplace and market space. This paper focuses on 
the study the scenario of the residential /ownership flats in realty sector in India within Pune city 
through this paper researcher identifies the various growth phases and highlights the housing 
shortage. Based on the analysis of top Indian cities for their growth potential in future residential 
capital values, it identifies Pune which will yield the maximum growth. After profiling the city, key 
facts which contribute to its housing growth are studied in detail. The Pune housing market is 
divided into segments & each market segment is analyzed. A analysis is done to identify the shift of 
organizations from product centric to customer centric approach. The study ends with identifying the 
emerging Pune housing trends which indicate that the quality of life that its citizens will experience 
in future will match the global standards. The Indian real estate sector has been a major beneficiary 
of the strong economic growth witnessed in India Since the year 2000. The growth in the sector, 
supported by series of reforms, has not only resulted in significant residential and commercial realty 
sector, but also complemented the development of physical and social infrastructure of the country. 
Keywords – customer, centricity, real estate, realty, customer value, satisfaction. 
Introduction – 
The growth in the residential real estate market in India has been largely driven by rising disposable 
incomes, a rapidly growing middle class, low interest rates, fiscal incentives on both interest and 
principal payments for housing loans heightened customer expectations, as well as increase 
urbanization and growing number of nuclear families. 
Real estate plays a crucial role in the Indian economy. It is the second largest employer after  
agriculture and is slated to grow at 30% over the next decade. It is expected to touch $180 billion by 
2020. The large numbers of real estate analysts have been projecting Pune as country’s top 
destination for real estate investment as the city has seen tremendous growth in sectors of 
information technology, automobile, manufacturing, education and services. All these resulted in 
sudden price rise across all locations in Pune and real estate properties saw an appreciation of more 
than 200% within couple of years. Pune is expected to add an estimated 16million sq ft of 
commercial space over the next few (3 to 4) years. With 20 new malls coming up in the city over last 
few months and some more on anvil, city’s real estate market is heading for steady upward spiral 
after the slump experienced during recession. Another new feature of this development is the rush of 
integrated townships here. Those having the capacity to invest and develop large strips of land and 
put in physical and social infrastructure are reaping the benefits of these townships 
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Objectives of the study – 
 To understand the present culture of realty sector 
 To know the trends in residential realty sector  
 To analyze the advantages of customer centric culture  
The large numbers of real estate analysts have been projecting Pune as country’s top 
destination for real estate investment as the city has seen tremendous growth in sectors of 
information technology, automobile, manufacturing, education and services. All these resulted in 
sudden price rise across all locations in Pune and real estate properties saw an appreciation of more 
than 200% within couple of years. Pune is expected to add an estimated 16million sq ft of 
commercial space over the next few (3 to 4) years. With 20 new malls coming up in the city over last 
few months and some more on anvil, city’s real estate market is heading for steady upward spiral 
after the slump experienced during recession. Another new feature of this development is the rush of 
integrated townships here. Those having the capacity to invest and develop large strips of land and 
put in physical and social infrastructure are reaping the benefits of these townships. As per the new 
Special Township Policy Act of the Maharashtra government, a minimum area of 100 acre, 
investment in public infrastructure, such as roads, water, and sewage is required for development of 
townships. This development will result in decongesting the municipal corporation areas and 
encourage new settlements in the periphery.  Pune is highly price sensitive and the current upward 
trend is largely a result of the correction in values that was witnessed in the last few quarters which 
have made the values more affordable. Also noticeable is that the large part of the transactions is 
happening in the newly-launched projects which offer more competitive values. High end areas such 
as Koregaon Park or Bund Garden have shown an 8 per cent rise in prices while elsewhere the rise is 
2-6 per cent. Affordable housing will be a key factor in driving the realty sector in 2010. As IT firms 
are back in expansion mode and have started hiring, the activity is triggered in this segment. The 
retail segment too is warming up again as consumer confidence has returned. All in all, a future 
growth of real estate here seems quite realistic  
Organizations need to work toward being customer-centric, rather than being customer-
focused. Customer-centric organizations understand that not all of their customers yield profits. 
These organizations use customer analytics to gain a complete view of their customers in order to 
segment them. The customers with the highest customer lifetime value are those who are loyal to the 
company and are easy to retain. Thus, companies work to acquire and then retain these customers by 
nurturing relationships with them and enhancing their customer experience. Creating a positive 
consumer experience at the point of sale and post-sale. 
A customer-centric approach can add value to a company by enabling it to differentiate itself 
from competitors who do not offer the same experience. 
What does it mean to be customer centric? 
Customer centricity is not just about offering great customer service, it means offering a great 
experience from the awareness stage, through the purchasing process and finally through the post-
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purchase process. It’s a strategy that’s based on putting your customer first, and at the core of 
your business. 
 
 You can use customer data to understand buying behavior, interests and engagement 
 You can identify opportunities to create products and services for your best customers 
 You can use customer lifetime value to segment customers based on top spending customers 
Not only does focusing on the customer make sound business sense, but research by Deloitte and 
Touche found that customer-centric companies were 60% more profitable compared to companies 
that were not focused on the customer. 
The challenges of becoming a customer centric organization 
The power shift between brand and customer happened during the economic downturn. Customers 
became more selective in which brand they chose to spend their money with – The winning brands 
were the ones who treated their customers with respect, with great service, and built a relationship 
with them that still exists today. 
And during the same time as the recession, social media exploded onto the scene and mobile became 
a major part of the customer journey. Customers can now compare products and services in real time 
and across multiple devices, which has presented a huge challenge for many brands. Research has 
found that companies are struggling with this change and are unable to become a customer-centric 
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departments. Most companies do not have all of the components in place to claim they are customer 
centric. You need to start with your customers, not your products and focus on what your customers 
want to do. By designing your company from the customer’s perspective, your organization will be 
focused on the customer’s needs. 
4 Best Practices to becoming a Customer Centric Company 
By being customer centric, you will want to anticipate customers’ needs and delight them with 
products and services they may not have thought of, but will immediately fall in love with (ie, 
Apple’s iPhone or iPad). Thus, the customer centric brand creates products, processes, policies and a 
culture that is designed to support customers with a great experience as they are working towards 
their goals. 
The four best practices that stand out regarding customer-centricity are: 
1. Brands that are committed to customer centricity are passionate, and truly believe the 
customer comes first. They believe that without the customer, they cannot succeed in 
business (which is true) and want to see the world through the customer’s eyes. Marketers 
inside customer-centric organizations understand what customers want, and use customer 
data to capture customer insights and share this across the organization. 
2. Brands that are committed to customer centricity focus on what the customer wants and 
needs, and develop products and services around that. 
3. Brands that are committed to customer centricity focus on building relationships designed to 
maximize the customer’s product and service experience. 
4. Brands that are committed to customer centricity analyze, plan and implement a carefully 
formulated customer strategy that focuses on creating and keeping profitable and loyal 
customer. 
Conclusion 
The shift towards becoming a truly customer centric organization is both complex and long but, do 
not be put off by this as even the smallest changes to policy and processes can have a significant 
benefit for both employee and your customer. Being a customer centric organization is the Holy 
Grail towards unlocking the true potential of customer value. Always put yourself in the shoes of the 
customer and minimize customer effort and maximize customer value. All speculative markets move 
in cycles, and the real estate market in no exception. As is evident, the boom in the residential real 
estate market is over. "The right approach in the current market environment is to invest in under-
construction projects by reputed developers, in growing locations. 
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